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Abstrak 
 
 
PT Istana Kebayoran Raya Motor merupakan salah satu dealer merek Honda yang 
ada di Indonesia. Konsumsi otomotif di Indonesia diperkirakan akan tumbuh seiring 
dengan tumbuhnya kelompok kelas menengah di Indonesia. Tujuan penelitian ini 
ialah untuk mengetahui sejauh mana hubungan dan kontribusi Service Quality 
kepada Brand Trust dan dampaknya pada Loyalitas Pelanggan. Metode penelitian 
yang digunakan ialah deskriptif asosiatif dimana data yang digunakan adalah data 
primer dan sekunder yang didapat dari studi literatur, wawancara, dan kuisioner. 
Populasi yang digunakan sebanyak 100 orang. Data diolah menggunakan analisis 
jalur (Path Analysis) dengan bantuan program SPSS 16.0 dan Microsoft Excel. Hasil 
penelitian ialah Service Quality (X) berkontribusi secara signifikan terhadap Brand 
Trust (Y), Service Quality (X) berkontribusi secara signifikan terhadap Loyalitas 
Pelanggan (Z), Brand Trust (Y) berkontribusi secara signifikan terhadap Loyalitas 
Pelanggan (Z), Service Quality (X) berpengaruh secara tidak langsung terhadap 
Loyalitas Pelanggan (Z) melalui Brand Trust (Y). 
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Abstract 
 
 
PT. Istana Kebayoran Raya Motor is one of  Honda brand dealer in Indonesia. 
Automotive consumption in Indonesia is expected to grow along with the increasing 
middle class in Indonesia. The purpose of this study was to determine the extent of 
the relationship and contribution of Service Quality to Brand Trust and it’s impact 
on Customer Loyalty. The method used is descriptive associative where data used 
are primary and secondary data obtained through study of literature, interviews, and 
distributing questionnaires. The population used in this study are 100 customers. The 
data were processed using path analysis with help from SPSS 16.0 and Microsof 
Excel. The results are Service Quality (X) contributed significantly to Brand Trust 
(Y), Service Quality (X) contributed significantly to Customer Loyalty (Z), Brand 
Trust (Y) contributed significantly to Customer Loyalty (Z), Service Quality (X) has 
indirect effect on Customer Loyalty (Z) through Brand Trust (Y). 
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